While the importance of trust in insurance is widely recognised, surprisingly, existing literature on the determinants of trust in insurance remains scarce. This paper investigates the determinants of trust in insurance in seven industrialised countries in Europe, North America and Asia using data from a recent insurance industry survey. We find that trust in insurance is higher among females, younger individuals, and less educated people. On the contrary, people who are more insurance literate have higher trust in insurance. Our findings also show that experiences with insurance are one of the most important determinants of trust in insurance, with the negative effect of a bad experience being more pronounced than the positive effect of a good experience. Finally, access to information related to insurance through the internet deters trust in insurance, while access to information through newspapers and magazines promotes it. JEL Classification: D12, G22
Introduction
The insurance industry, more than any other financial industry, is based on trust. Insurers, in exchange of a premium, promise to pay an indemnity if an adverse event occurs in the future. Without trust in insurance, it is very unlikely that individuals would decide to buy insurance (Guiso, 2008) . Understanding trust in insurance is therefore crucial as, not only it shows how insurers are perceived, but most importantly it helps explain why people are willing or not to buy insurance.
Trust has for long been considered as an important driver of any economic activity (Arrow, 1972) and a rich literature exists on the role of trust in financial and economic development (see e.g. Bjornskov 2012; Gennaioli et al., 2015) . Other studies focus on the determinants of trust in financial institutions but this literature is less developed and mainly includes studies on trust in banks (see e.g. Sapienza and Zingales, 2012; Fungácová et al., 2019) .
While the importance of trust in insurance is well recognised (Schanz, 2009; Guiso, 2012) , surprisingly, very little has been documented on the determinants of trust in insurance. To the best of our knowledge, only two papers exist in the literature on trust in insurance. The first paper is the one by Guiso (2012) , who explores the importance of trust in determining the demand for insurance. The author also briefly studies a limited set of determinants of trust in insurance among small Italian entrepreneurs and finds a significant role played by the degree of satisfaction with insurance policies. The paper also finds significantly lower trust in insurance among male respondents. The second paper by Van Dalen and Henkens (2018) investigates trust in pension institutions, including insurance companies in Netherlands. This paper finds that the perceived integrity, competence, stability and benevolence of insurance companies matter in assessing their trustworthiness. The paper also shows that more educated participants have a significantly higher propensity to trust insurers.
Despite the contribution of the above literature, we still know little about what drives trust in insurance around the world. Our work aims to fill this gap in the literature by empirically studying the main determinants of trust in insurance in a cross-country setting using novel data. More specifically, we aim to contribute to the literature in the following ways. First, we do not focus on specific business lines such as pension providers, but on the insurance industry as a whole. Second, we take single country studies a step further by using a sample of seven highincome countries in Europe, North America and Asia. This provides additional geographic and cultural heterogeneity in our empirical analysis. Third, we use a large set of variables which might influence trust in insurance; from socioeconomic characteristics, behavioural traits, insurance literacy, means of access to information, to past good and bad experiences with insurers. Fourth, we address different dimensions of trust in insurance, being trust in the industry in general, and trust in specific operations of the insurance industry. Fifth, we make use of a novel comprehensive survey which is conducted with questions specific to the insurance industry, which makes our study unique and based on original data.
More specifically, our empirical analysis in this paper is based on an exclusive recent survey carried out by The Geneva Association which includes a comprehensive questionnaire on the insurance industry conducted in the following high-income countries: the United States, United Kingdom, Germany, France, Italy, Switzerland, and Japan. The survey contains questions related to various types of trust in insurance as well as individual characteristics and preferences. To estimate our data, we run an ordered logit model using individual trust in insurance companies as a dependent variable on a large set of explanatory variables. We find that trust in insurance is higher among females, younger individuals, and less educated people. On the contrary, people who are more insurance literate have higher trust in insurance. We also find that experiences with insurance are one of the most important determinants of trust in insurance, with the negative effect of a bad experience being more pronounced than the positive effect of a good experience. Moreover, access to information related to insurance through the internet deters trust in insurance, while access to information through newspapers and magazines promotes it. Finally, we find that French and German have relatively lower trust in insurance.
Given the importance of trust in the willingness to buy insurance, the implications of our findings are of high relevance for policy-makers and the insurance industry. In particular, by making individuals more knowledgeable of insurance and limiting bad experiences, trust in insurance is boosted; consequently, the demand for insurance products is expected to rise.
This article is organised as follow. Section 2 briefly reviews the related determinants of trust in general as well as trust in different financial institutions. Section 3 is devoted to the presentation of the database and the variables used. Section 4 presents the econometric methodology and discusses the main results. Section 5 provides further investigations and robustness checks. Finally, section 6 offers some concluding remarks and policy recommendations.
Literature Review
Over the last two decades, trust has evolved to become a prominent concern in various fields. Perhaps the most comprehensive definition of trust is the one which appears in Gambetta (1988) : "trust is a particular level of the subjective probability with which an agent assesses that another agent or group of agents will perform a particular action, both before he can monitor such action and in a context in which it affects his own action". It follows that trust is dependent on both the propensity of trust of the individual who has to trust and the perceived trustworthiness of the subject trusted (Mayer et al., 1995) .
According to Arrow (1972) , an element of trust is certainly found in every commercial transaction executed. Economic and social well-being are found to prosper in societies with high levels of trust (Arrow 1972 , Fukumaya 1975 . Thus, trust is widely considered as an essential lubricant to any economic activity. In that respect, a wide strand of literature exists on the role of trust in the success of different economic phenomena. The focus of this literature has been mainly on general trust and its contribution to financial development, economic growth and prosperity (Knack and Keefer, 1997; Guiso 2004 Guiso , 2008 Guiso , 2010 Bjornskov 2012; Gennaioli et al., 2015) .
An important strand of literature focuses on analyzing the role of socio demographic factors in determining general trust. Glaeser et al. (2000) show that trust is higher among high social status individuals. Likewise, Taylor-Gooby (2005) finds that trust in state and non-state pensions in the U.K. is higher among more privileged groups. Ennew and Sekhon (2007) provide evidence that trust is lower among older individuals. Helliwell and Putnam (2007) show that education boosts trust levels. This is confirmed by Charron and Rothstein (2016) who also find that that the positive effect of education on trust is conditional to a well-developed institutional and legal environment 1 .
Some other studies analyse the determinants of trust in the financial sector, mainly focusing on single country studies and banks. Lachance and Tang (2012) show that age and risk aversion decrease trust levels in financial professionals in the U.S. They also show that financial literacy boosts trust in financial professionals, but this positive effect turns negative for high levels of financial literacy. Knell and Stix (2015) and Jansen et al. (2015) explore trust in banks, respectively in Austria and in The Netherlands. However, these studies provide contradictory results whereby the former finds significant effect of socio demographic characteristics of individuals on trust levels while the latter does not find any significant effect. Jansen et al. (2015) attribute the shift of trust in banks to events such as negative news and non-transparent product information. Shim et al. (2013) studying young adults' trust in U.S. banks find that selfreported well-being and financial status are significant drivers of trust. More recently, Fungacova et al. (2019) perform a more comprehensive cross-country study on the determinants of trust in banks. They document that trust in banks is higher among younger people, women, religious individuals and individuals with lower levels of income.
Surprisingly, despite the importance of the insurance industry in the financial sector, the literature on trust in insurance remains scarce. The only papers we are aware of are Guiso (2012) and Dalen and Henken (2018) . Guiso (2012) mainly discusses and provides evidence using Italian data on a significant effect of trust on insurance demand. The study also briefly discusses a limited number of determinants of trust in insurance among a selection of Italian entrepreneurs and confirms a significant role played by the degree of satisfaction with insurance policies. The paper also finds significantly lower trust in insurance among male respondents. Dalen and Henken (2018) explore trust in pension institutions in general and in particular in insurance companies offering pension products in the Netherlands. They show that integrity, stability as well as benevolence of insurance companies are significant determinants of their trustworthiness. The paper also provides evidence that trust in insurance is higher among more educated and younger individuals.
Data and variables

Sample and data sources
In this paper, we make use of a recent Geneva Association survey conducted by Edelman Intelligence in March 2018. The survey includes a comprehensive questionnaire on the insurance industry conducted in seven high-income countries: The United States, United Kingdom, Germany, France, Italy, Switzerland, and Japan. The survey is based on an average of 1000 respondents per country with a good age, region, gender as well as income spread. Our total sample consists of 7434 cross-country individual observations. Table A1 of Appendix A represents detailed explanation of all variables employed in this study.
Dependent variable: trust in insurance
The main dependent variable in our investigation is the individual self-reported trust in insurance companies (TRUST_INS_COMP). This variable codes the answers to the following question:
When thinking about insurance companies, how much do you agree or disagree with the following statements: insurance companies are trustworthy?
Answers are reversed and coded as follows: 1 for strongly disagree, 2 for somewhat disagree, 3 for neither agree nor disagree, 4 for somewhat agree, and 5 strongly agree. The variable is thus an ordinal variable scaled from one to five with higher values indicating higher trust in insurance.
Independent variables
Socioeconomic factors
Concerning explanatory variables, we start by including a set of socioeconomic indicators. We aim to determine whether socio-demographic/economic factors are significant determinants of trust in insurance. For this purpose, we include the vector socio_eco_factors that contains a various set of indicators that we detailed here below.
First, we proxy for gender, the dummy variable gender takes the value of 1 if the subject is a male and zero otherwise. Next, we use the variable age, which is the age of the subject in years. Age in our sample ranges from 18 to 93. We control for education following Helliwell and Putnam (2007) . We wish to unravel whether education boosts or hinders trust in insurance especially that results in the literature on general education and trust have been controversial. The variable education is measured by the last grade in school attended. It takes the following values: 1 for graduate school or less, 2 for some secondary school or equivalent, 3 for finishing secondary school or equivalent, 4 for vocational/technical school, 5 for some university/higher education, 6 university/honors degree, 7 post-graduate degree. Income is the household annual income in 2017. It takes the value of 1 for low income, 2 for middle income, and 3 for high income 2 .
We also use a dummy variable (chiefincome_earner) to control for whether the subject interviewed is the chief income earner in the household or not. Being the chief income earner in a household could be linked to being the one responsible for contracting insurance which might make the subject more trusting in insurance. To study whether trust in insurance is different according to the living area characteristics, we use the variable area_living which takes the values of 1 if the subject lives in the heart of a large city, 2 for an urban area, 3 for a suburban area, 4 for a semi-rural area, and 5 for a rural area. Individuals who live in rural areas might be less informed and thus less trusting than those who live closer to large city center. We also include a dummy variable accounting for the presence (1) or not (0) of children in the household. Finally, to account for unemployment as in Charron and Rothstein (2016) , we add a dummy variable "unemployed" which takes the value of 1 if the subject is unemployed and zero otherwise.
Insurance literacy
We are interested in studying the effect of specific knowledge of the insurance industry on trust in insurance. We dub knowledge of the insurance industry, insurance literacy. This variable is recorded as the answer to the following question:
How would you qualify your level of understanding/knowledge of the insurance industry?
The answers are scaled from 1 to 5 as follows: 1 for very poor, 2 for poor, 3 for fair, 4 for good, and 5 for very good. This variable is of particular interest in our study as we are interested in finding whether individuals' trust in insurance is higher among those who are more familiar with the industry specifically. We expect a positive effect of this variable on trust as we suspect that individuals with higher financial literacy in the insurance industry may be able to grasp much easier how insurance functions, be less sceptical, and thus might have higher levels of trust in insurance.
Experiences with insurance
Next, we hypothesize that experiences from the past could have an effect on current trust levels. Alesina and Ferrara (2002) show that traumatic history is one of the most significant determinants of trust. In his study on Italian insurance companies, Guiso (2012) finds that the degrees of satisfaction with insurance policies are one of the most important determinants of trust in insurance. To test the importance of previous experiences with insurance on trust, we add to our model the vector past experiences which includes two dummy variables: the presence of good experience and the presence of a bad experience. More specifically the variable good_experience records the answer to the following question:
Have you ever had, or know someone who has had, a good experience with insurance?
Likewise, the variable bad experience records the answer to the following question:
Have you ever had, or know someone who has had, a bad experience with insurance?
These dummy variables take the value of 1 if the answer is "yes" and zero if the answer is "no". Obviously, we expect a positive sign on the good experience variable and a negative sign on the bad experience. We also wish to assess which of the two impacts is a more important determinant of trust in insurance.
Traits of character
We include a set of personal characteristics (traits l ) which we suspect might influence trust levels.
First, we include a dummy variable on optimism which takes the value of 1 if the individual considers himself/herself optimistic and zero otherwise. Optimism is expected to have a positive influence on trust since more optimistic individuals tend to be happier and happiness has been shown to promote trust (Mislin et al., 2015) .
Second, we wish to study the effect of the importance of the future with respect to the present on trust in insurance. For this purpose, we include the variable future_oriented which reports answers to the following: I tend to focus on the present more than the future. Answers available are coded as follows: 1 strongly agree, 2 somewhat agree, 3 neither agree nor disagree, 4 somewhat disagree, and 5 strongly disagree. Hence, higher levels of this variable indicates that the individual is more future oriented.
Third, we add to our model a dummy variable on altruism which represents the answer to the following: I feel responsible for taking care of my family. Likewise, answers available are coded as follows: 1 strongly agree, 2 somewhat agree, 3 neither agree nor disagree, 4 somewhat disagree, and 5 strongly disagree. Hence, higher values indicate lower levels of altruism.
Information source
Finally, access to information regarding insurance can influence the level of trust in insurance. Following Fungacova et al. (2019), we include two variables regarding the source of access to information on insurance: info_newspaper represents the answer to the following question:
Do you search for information regarding insurance products using newspapers?
As for info_internet, it codes answers to the following question:
Do you search for information regarding insurance products using an internet search engine?
Variables are set equal to one if the answer of the respondent is yes and zero otherwise. Table 1 presents the descriptive statistics of the full sample. Table 2 displays variable means by country. TRUST_INS_COMP shows a sample average of 2.72 on a scale of 1 to 5. Highest levels of trust in insurance companies is found in the U.K. Germany shows the average highest insurance literacy among the sample countries. Having a bad experience with insurance is at its record low in Japan (0.26) while being the highest in Switzerland (0.65). Table 3 displays the correlation matrix. No major correlation exists between independent variables, which implies that our regression analysis does not suffer from any multicollinearity issues. We also perform the variance inflation factor (VIF) for further confirmation. We obtain a VIF much lower than 10 which again alleviates multicollinearity issues. 
Descriptive statistics
Econometric analysis
Empirical model and methodology
We start by employing the following model to estimate our data:
We then incorporate additional covariates as follows:
[2]
Alternatively, we control for country specific effects by adding to our model country dummies:
[3]
We use an ordered logit model to estimate the above models since our dependent variable TRUST_INS_COMP is an ordinal variable which takes discrete values. We use four different specification in our main analysis to assess the importance of different determinants. First, we estimate our model [1] using only socio-economic characteristics and measures of insurance literacy. Next, we estimate the full model by adding the remaining covariates as in Model [2] . Finally, we run the first two specifications with country dummies in specifications [3] and [4] . In addition, we complement our analysis by analysing marginal effects in our further investigations section.
Main regression results
In this section, we present the main results on the determinants of trust in insurance (Table 4) .
Starting with socio-economic factors, we first find a strong gender gradient whereby women trust insurance much more than men. This is in line with previous literature on trust in banks and insurance (see e.g. Guiso, 2012; Knell and Stix, 2015; Fungácová et al., 2019) . Hence, women might be more likely than men to purchase insurance if they had to decide on such a purchase.
Trust in insurance is found to decrease with age. As people age, they might become more sceptical of insurance and have less trust in it. Hence, all other things being equalled, young people might be more willing to buy insurance than older people. This result is also in accordance with previous works on trust in banks (Ennew and Sekhon, 2007; Fungácová et al., 2019) .
As for education, a higher level of education tends to deteriorate trust in insurance. This contrasts with previous results by Van Dalen and Henkens (2018) showing that more educated people trust more insurance companies offering pension products in The Netherlands. Yet, it is in accordance with the results of Fungácová et al. (2019) regarding trust in banks. A possible explanation is that better educated people are more likely to become sceptical of insurance.
According to our results, income, unemployment, and being the chief income earner in a household are not significant determinants of trust. On the contrary, the living area as well as house ownership strongly influence the level of trust. Those living in large cites tend to have more trust in insurance than those living in rural areas. Likewise, individuals who are house owners tend to have more trust in insurance.
Insurance literacy, i.e. the level of understanding and knowledge of the insurance industry, is shown to strongly positively influence the level of trust in insurance. This result may be related to the degree of complexity of the insurance industry. Those with low financial literacy in the insurance industry may find highly complex the mechanisms of insurance and do not really grasp how insurance functions, lowering their trust in insurance. On the contrary, those understanding how insurance works and aware of its potential benefits are less sceptical about insurance and trust it more.
Past experience with insurance, being good or bad, also strongly influences the level of trust in insurance. Those who had a good experience with insurance tend to have more trust in insurance. Individuals with bad experience with insurance tend to have less trust in insurance than individuals with no history of bad experience. In the following section, we further investigate the elements defining a bad experience in insurance. These results are in line with Guiso (2012) who shows that the level of satisfaction with insurance policies, i.e. how the insurance adhered to the contractual obligations and respected the client's interests, raises substantially the level of trust. Also, these results are in accordance with Alesina and Ferrara (2002) who show that traumatic history is one of the most significant determinants of trust.
Regarding individual character traits, optimistic individuals, altruistic individuals and future oriented individuals, tend to have higher trust in insurance. Indeed, optimistic individuals tend to overweigh good outcomes and underweight bad ones, which makes them less sceptical about insurance. Altruistic individuals, who are more caring about other, might be more sensitive to the importance of helping people in need, and thus might be more aware of the benefits of insurance, the fact which might make them more trusting in insurance.
Concerning information sources, we find that the type of access to information related to insurance is also a significant determinant of insurance trust. Access to information related to insurance through newspapers and magazine enhances trust in insurance. Access to the internet, in contrast, has the opposite effect. Hence, our results show that the means of access to information can be beneficial or detrimental to trust in insurance, depending on the source of this information. This confirm earlier results on the influence of the type of access to information on trust in banks (Fungácová et al., 2019) . An explanation to this is that the internet can be seen as a platform for spreading negative news, rumours or even fake news, while newspapers and magazines might be offering more objective and solid information and thus do increase the confidence of their audience in insurance products.
Finally, we display results for country dummies. France is the country dropped for collinearity among the seven country dummies in the regression. Results show that individuals from countries in France and Germany have lower trust in insurance compared to remaining countries. On the contrary, individuals from Switzerland and the U.K. show the highest trust levels in insurance.
[INSERT table 4 here]
Marginal effects
To further analyse the magnitude of the effect of our explanatory variables in determining trust in insurance, we conduct marginal effects analysis. We present in Table 5 marginal effects of the five different outcomes of trust using model [4] 3 . Hence, we are interested in complementing our analysis in the previous section which outlined the sense of the significance of the variables by quantifying the impact of these variable in order to point their relative importance in determining the drivers of trust in insurance as well as the elements that highly deter it.
For simplicity in the interpretation, we focus on commenting on the higher trust outcomes, i.e., outcomes 4 and 5 knowing that the opposite interpretation also applies. As in the main regression, we find no significance of income, children, and unemployment on trust. All other variables show significant marginal effects on different trust outcomes. In terms of magnitude, results in Table 5 show that a bad experience shows the highest negative marginal effect on outcome 5: having had a bad experience with insurance decreases the probability of a response in the highest category of trust by 2.6 percentage points. As for drivers of a high trust level, we find that having a good experience with insurance as well as being insurance literate (increase by a one standard deviation) increases the probability of a response in category 5 by 2.3 percentage points and 1.1 percentage points respectively. This effect is actually much more pronounced on a response in category 4 whereby having a good experience with insurance as well as being insurance literate (by a one standard deviation) increases the probability of a response in this category by 12.4 percentage points and 5.9 percentage points respectively. Moreover, a bad experience highly deters trust in insurance among respondents in category 4, with an impressive 13.6 percentage points decrease in a response in this category following a bad experience with insurance. As such, results show that the intensity of the effect of experience with insurance is higher if the experience is bad than if it is good. Hence, bad experience with insurance is more detrimental to trust than good experience is beneficial to trust. Insurers should then allocate more resources to avoid bad experience than to offer good experience to their customers.
Concerning socio-economic factors, we find a negative impact of 2.5 percentage points of gender and a positive impact of 3 percentage points of being a house owner on the probability of a response in category 4. In other words, if the respondent is a male, there is 1.1 percentage points less chance to answer neither agree nor disagree, 2.5 percentage points less chance to answer somewhat agree, and 0.4 percentage points less chance to answer strongly agree with the trustworthiness of insurance. Being old and educated also significantly decreases the probability of a response in higher trust categories but with a lower magnitude compared to gender.
Concerning traits of character, being optimistic increases the chance of a response (4) by 1.8 percentage points while being future oriented decreases it by 1.1 percentage points. Finally, concerning information sources, results show that using the newspaper increases the probability of a response in category 4 by 2 percentage points (0.3 for category 5) while using the internet decreases the probability of a response in category 4 by 2.3 percentage points (0.45 for category 5).
[INSERT table 5 here]
Further investigations and robustness checks
In this section, we look further at the elements of bad experience in insurance by replacing the bad experience dummy in the main regression with dummies on specific bad experiences. We also run regressions by countries, consider an alternative measure of trust in insurance, and use binary variables for insurance literacy and education. Finally, we perform several robustness checks.
Elements of bad experience in insurance
The survey provides various elements that define the kind of past bad experiences that individuals had with insurance, ranging from claim payment to usefulness and complexity of the products.
Results by elements of bad experiences are presented in Table 6 . The first elements concern claim management, specifically delayed claim payments, difficulty to make a claim, and denied claim payment. These three elements have all a negative impact on trust in insurance. This is expected as trust in insurance is strongly linked to the promise and ability of insurers to pay an indemnity if an adverse event occurs. Hence, having a bad experience with claim management questions the main function of insurance and casts doubt on the ability of insurers to fulfil their promise. It is worth noting that a denied claim is the factor that decreases trust the most as we observe the highest coefficient on the Denied_Claim variable.
The other element of past bad experience in insurance relates to having experienced a complicated and lengthy process to purchase insurance. Having had difficulty in buying insurance decreases the level of trust in insurance. This could occur as difficulty in buying insurance could be seen as signal that all the other insurance function processes could experience the same difficulty and especially reimbursement of losses. Hence individuals experiencing difficulty in buying insurance would trust less insurers in general and in particular their ability to fulfil their promise, decreasing then trust in insurance. The effect of this variable is however lower compared to the above elements which relate to claim management From the above analysis, one could infer that all aspects related to bad experiences with insurance claims are the most important determinants of trust in insurance, with claim denial having the highest negative influence on trust.
[INSERT table 6 here]
Results by country
To go further in our analysis, we run model [4] separately for each of the seven countries of our sample. Although we include country dummies in our main regression, we also perform country-by-country regressions since we are specifically interested in studying whether experiences with insurance and insurance literacy are also significant when we consider one country at a time. Results are displayed in Table 7 . Results show that past experience with insurance, being good or bad, and financial literacy influence trust in insurance in all the countries under study. This further confirms our findings that past experiences with insurance as well as financial literacy are by far the most important determinants of trust in insurance as they also persist in all country sub-samples.
[INSERT table 7 here]
Alternative measure of trust in insurance
We replace our main dependant variable, general trust in insurance companies, by the following variable: trust_ins_reimb, which is the trust in insurance reimbursement. This variable is also scaled from 1 to 5 coding answers (1 strongly disagree, 2 somewhat disagree, 3 neither agree nor disagree, 4 somewhat agree, 5 strongly agree) to the following statement:
Insurance products payout/reimburse the insured person when they are supposed to.
We wish to study whether our main results for general trust in insurance also hold for specific trust in reimbursement. For this purpose, we run the same regressions as in our main regression analysis with trust_ins_reimb as dependent variable in the four specifications. Results are displayed in Table 8 . We observe that our results persist and are mostly similar to the main regression results.
[INSERT table 8 here]
Insurance literacy and education
In their paper, Lachance and Tang (2012) show that financial literacy increases trust in financial advisory. However, they document a non-linear effect of financial literacy on trust by showing that very high levels of the former reduces trust levels. Consequently, we are interested in studying the effect of insurance literacy on trust in insurance for different levels of literacy. Likewise, we wish to investigate further whether different levels of education might influence trust differently. For this purpose, we replace the ordinal variables in the main regression accounting for insurance literacy and education by dummy variables for every existing outcome for each variable 4 . Results are displayed in Table 9 . Results show that all levels of education are negatively significant. Individuals having moderate and high levels of education tend to trust insurance less than poorly educated ones. Findings for insurance literacy show that the positive effect of insurance literacy on trust rises substantially when passing to a higher level of literacy. An exponential effect on trust is even observed for the higher categories of insurance literacy (e.g., a coefficient of 2.48 for very good level of insurance literacy is recorded versus 0.47 for poor literacy, taking very poor insurance literacy as a benchmark). Hence, our results do not provide evidence of a non-linear effect of insurance literacy on trust. Once again, our findings confirm the importance of promoting insurance literacy and achieving high levels of knowledge of insurance products among individuals by showing that even highest levels of insurance literacy do promote trust in insurance and to a higher extent compared to moderate levels of literacy.
[INSERT table 9 here]
Other robustness checks
We perform several robustness checks to confirm the validity of our findings. First, we estimate our model with linear estimation techniques using Ordinary Least Square and obtain similar results (see Table B1 , Appendix B). Second, we transform our dependent variable TRUST_INS_COMP which is an ordinal variable into a dummy variable (dum_TRUST_INS_COMP) equal to 0 for no trust in insurance and 1 for having trust in insurance. We do so by setting answers to the main question on trust in insurance companies as follows: answers 1 (strongly disagree) and 2 (somewhat disagree) are set to zero. Likewise, we set outcomes 4 (somewhat agree) and 5 (strongly agree) to 1 5 . We re-run our main regressions using the dummy variable (dum_TRUST_INS_COMP) as dependant variable and use a logit model to estimate all models 1 to 4. Despite losing about one third of the observations with this transformation, results obtained are very similar to the results obtained with the main ordinal variable (see Table B2 , Appendix B) Third, we run our main regression removing one country at a time to make sure our results are not driven by a specific country. Results are presented in Table B3 of Appendix B. Removing a country from the sample does not alter our findings which implies that our results are not driven by a specific country.
Conclusion
This paper investigates the determinants of trust in insurance in seven industrialised countries in Europe, North America and Asia using data from a novel insurance industry survey.
Our results show that socioeconomics factors, individual character traits, insurance literacy, the type of access to information related to insurance as well as past experience with insurance drive the level of trust in insurance. Women trust insurance much more than men. Trust in insurance tends to decrease with age and education, but increases with insurance literacy. The positive effect of trust is even more pronounced for very high levels of insurance literacy. Optimistic individuals, altruistic individuals and individuals with high preferences for the present tend to have higher trust in insurance. Access to information related to insurance through newspapers and magazine enhances trust in insurance, while access to information through the internet has the opposite effect. Moreover, we also show that individuals from France and Germany have the lowest level of trust among the sample countries. While, individuals from the U.K. and Switzerland have relatively higher trust in insurance.
Past experiences with insurance, both good and bad strongly influence the level of trust in insurance. Interestingly, bad experience with insurance seems more detrimental to trust than good experience is beneficial to trust. When we further analyse the elements of bad experiences in insurance, bad experiences with claim management have the strongest negative impact on trust in insurance. Having experienced a complicated and lengthy process to purchase insurance is another element of bad experience strongly and negatively affecting trust in insurance.
Our findings offer some interesting new insights on the determinants of trust and the willingness to buy insurance since trust in insurance is considered a strong driver of insurance purchase (Guiso, 2012) . Understanding what shapes trust in insurance is essential to developing policies to enhance insurance coverage. It follows that our findings could be of specific interest to insurance professionals and policy makers who might make use of main trust determinants in order to improve trust in insurance. Specifically, our analysis shows that bad experience with insurance is more detrimental to trust than good experience is beneficial to trust. It follows that insurers might benefit if they allocate more resources to avoid bad experiences than to offer good experiences to their customers. In that respect, they might want to avoid delaying claim payments or making claim reimbursement and the process to buy insurance as simple and straightforward as possible. In addition, given that trust increases significantly with insurance literacy, insurers should be more active in communicating and diffusing knowledge on the mechanisms and specificities of insurance to a larger audience. Targeting women, younger people, and less educated individuals might also boost insurance demand since our findings provide solid evidence of higher trust levels in insurance among women, young and less educated respondents.
Our work constitutes a first step towards a better understanding of the determinants of trust in insurance and may provide a prelude for further research in the field. Sapienza, P., Zingales, L., (2012) . "A trust crisis". International Review of Finance, 12 (2), 123-131. Schanz, K.-U., (2009) . "Maintaining stakeholder trust in difficult times: some fundamental reflections in light of the credit crisis". The Geneva Papers on Risk and Insurance-Issues and Practice 34(2), 260-270. Shim, S., Serido, J., Tang, C., (2013) . "After the global financial crash: Individual factors differentiating young adult consumers' trust in banks and financial institutions". Journal of Retailing and Consumer Services 20 (1), 26-33. Taylor-Gooby, P. (2005) . "Uncertainty, trust and pensions: The case of the current UK reforms". Social Policy & Administration 39(3) , 217-232. Van Dalen, H., P., Henkens, K., (2018) . "The making and breaking of trust in pension providers: An empirical study of pension participants". The Geneva Papers on Risk and Insurance -Issues and Practice 43 (3), 473-91. (2) Table A1 , Appendix A. The country dummy for France is dropped for collinearity. Reported beneath each coefficient estimate in parenthesis is the t-statistic. *, ** and *** indicate statistical significance at the 10%, 5% and 1% levels, respectively. R 2 reported is the pseudo R-squared. Table A1 , Appendix A. The country dummy for France is dropped for collinearity. Reported beneath each coefficient estimate in parenthesis is the t-statistic. *, ** and *** indicate statistical significance at the 10%, 5% and 1% levels, respectively. R 2 reported is the pseudo R-squared. Table A1 , Appendix A. The country dummy for France is dropped for collinearity. Reported beneath each coefficient estimate in parenthesis is the t-statistic. *, ** and *** indicate statistical significance at the 10%, 5% and 1% levels, respectively. R 2 reported is the pseudo R-squared.
